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M ^ T h i s month our focus is well and truly 
^ ^ o n Christmas. We have some fantastic 
new ranges in store which give us all the 
opportunity to Try Something New Today. 
We also have some wonderful Christmas gifts 
for the whole family, on pages 20 & 21, and 
with your 15 per cent discount you can make 
some great savings. 

The Christmas trading period means that 
stores are open longer and greater volumes of 

stock need to be 
managed through the 
warehouse. It's really 
important that we 
continue to focus on 
having good availability. 
Excellent customer 

service is also important at this time of year 
and I hope you have all seen the video that 
accompanied the November monthly briefing, 
highlighting the key areas we need to focus on. 
Colleagues from the store support centre will 
be out working in stores and I hope wherever 
you are working this Christmas you have fun 
and help to give our customers the service 
they expect from us. 

In this edition we are also celebrating the 
success of our colleagues from South Ruislip 
store who were crowned Customer Service Team 
of the Year at the National Customer Awards. 

I am pleased to report that the Christmas 
"bid up" lines - and particularly port - are 
selling well! On one Saturday we sold more 
bottles of port than we did on any individual 
day last year so please keep up the great work. 
BWS is always an area where Sainsbury's 
excels over the Christmas period. 

hope you have a great Christmas 
and a very Happy New Year. Trade well ff 

VA^s, 



Inthenews 
Keep up to date with the latest news across the company 

Wl l lDioO 

after the 
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Cwmbran petrol station is 
due to reopen on 7 December 
following the explosion which 
tore through the kiosk on 13 
October. 

Store manager Simon 
Lloyd explained: "The blast 
happened at 6.30am on 13 
October as two colleagues, 
Dave Warrender and Pat 
Meredith, were preparing to 
open up for the day. There was 
a huge explosion as they 
switched on the power. We 
understand the blast was 
caused by a leak in a ruptured 
gas main outside the PFS. The 
build-up of gas was ignited as 
the power was switched on." 

Another colleague, 
contract cleaner, Ron Bundy, 
was also on the scene. He was 
blown across the kiosk by the 
force of the blast but, 
amazingly, was unhurt. He 
rushed to help Dave and Pat 
and raised the alarm. 

Dave and Pat were taken 
to hospital suffering from 
burns, cuts and bruises and 
shock. Both have now been 
discharged from hospital and 
are recovering from the 
ordeal, although both are still 
experiencing flashbacks and 
sleep deprivation. 

Simon said: "I am 
extremely proud of all my 
team and the professional 
way they dealt with this 
incident. It is a great tribute 
to them that we were able to 
reopen the main store just 
one day after the explosion. 
We are now looking forward to 
reopening the PFS on 7 
December and our thoughts 
are with Dave, Pat, Ron and 
their families." 

I 

f Sales up and recovery on track 
Interim results for J 
Sainsbury pic show sales are 
up and customer 
transactions have increased 
by over half a million to 15 
million a week with 
availability now at industry-
matching levels. 

Underlying profit before tax 
from continuing operations was 
£118 million compared to £117 
million in the same period last 
year. Total sales at Sainsbury's 
Supermarkets were up 5.6 per 
cent to £8,815 million and like-
for-like sales excluding 
petrol were up 2.1 per 
cent. However, 
Sainsbury's Bank showed 
an underlying operating 
loss of £5 million reflecting 
increased provision for bad 
and doubtful debt. 

Chief executive Justin King 
said: "We were clear last year 
that we needed to fix the 
basics of our offer for 
customers and we have made 
good steps forward. Customers 
are seeing improvements and 
increasing spend with us. 
Customer satisfaction has 
improved and we now have 15 
million customers a week. 
Customers are now able to f 

Win a trip to Oporto 

complete more of their weekly 
shop and are shopping more 
frequently with us again. 

"While our customer 
experience is much improved, we 
still need to work on achieving 
consistency across ail our stores 
and at an acceptable cost. Our 
focus is on maintaining and 
driving further 
improvement. 
We still have a 
lot of work to do 
behind --» 

the scenes to ensure we remain 
on track but the response to 
our initial progress endorses 
the belief in the attraction of 
Sainsbury's brand. There is a 
real sense that the practical 
steps we are taking each day 
are the right ones to make 
Sainsbury's great again." 

it 

In conjunction with Dow's Port, 
Justin King is offering four 
colleagues the chance to spend 
four days on an educational trip 
to Oporto in Portugal - the 
home of Port! 

You will be flown to the 
beautiful city of Porto where 
you will take a train journey 
through the stunning Douro 
Valley, visit the region of 
Oporto and stay at the Quint do 
Bumfirn winery, sampling some 
of the finest Ports and local 
food before being flown back to 
the UK. 

To gualify for this amazing trip, 
your BWS/Port sampling team 
must sell at least 25 per cent more 
Dow's Trademark Port than your 
store sold of Dow's LBV last year 

You must send a letter to Jo 
Pinate, media centre at the store 
support centre explaining (in no 
more than 100 words) why you 
should win this trip, detailing the 
lengths you and your colleagues 
went to uplift sales of this 
Christmas line. 

The winners will be announced 
in early February 2005. 
Closing date for entries is January 13th 

Green light 
labelling? ml^ml^ik} 
The Food Standards 
Agency has launched 
a consultation on 
"traffic light" 
labelling in a bid to find 
out which front-of-pack 
schemes would help most 
people identify healthier food 
options when shopping. 

Sainsbury's has already 
developed the Wheel of Health 
(above), which helps customers 
make informed choices on the 
food they buy. 

431 6.8g 

, , sat fat 
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Yournews 
All the news from around Sainsbury's 

vanced shopping trolley 
Ties to British aisles 

1,000 and still counting 
Outsourced stock-taking service 
RGIS inventory specialists 
completed itsl.OOOtti Sainsbury's 
store inventory in September. 

The stock-take took place at 
Chichester where duty manager 
Dave Bruford was on hand with 
stock control manager Sharon 
Court-Wheeler to oversee 
proceedings. "Although the 
actual counting is carried out by 
RGIS, a lot of preparatory work 
takes place in-store so that the 
audit runs smoothly," said Dave. 
"During the time they're here, 
we also carry out random spot 
checks to verify the accuracy of 
their figures." 

RGIS carried out its first 
inventories with a trial count in 
September 2003 at South 
Harrow. Since then, nearly all 
supermarkets have gone 
through the process not once, 
but twice. 

Gregory Mannhalt of RGIS 

explained how bringing in an 
external firm takes the pressure 
off store colleagues. "We carry 
out inventories day in, day out, 
for companies such as 
Debenhams, Mothercare and 
Superdrug. We've got the 
technology and experience to 
make the process as guick and 
trouble-free as possible. 

"It's our core activity. By 
gathering accurate stock 
information we help maintain 
optimum availability in-store." 

Dave Bruford added that 
putting this work into the hands 
of professionals like RGIS 
makes good sense. "The scale 
of the job has become so big 
now that we would find it 
difficult to provide the 
necessary internal manpower. 
RGIS is accountable for the 
accuracy of its work and has 
the technology and the know-
how to get things right." 

le most advanced shopping 
rolley ever made, using 
echnology which produces a 

r-steerinq effect and 
ts according to the v 
:h load, is being pi 
ir Sainsbury's sto _ 

Known as the "Stealth 
I rolley", it has special cast 

with, without struggling to 
control a shopping trolley 
which often seems to have a 

ihoppers will remain 

in finger-tip control 
attle to a whisper and mak 
lasier to travel over uneven 
lurfaces. will be piloted at llford, Oxford, 

Fiona Eden, trolley buyer, Torquay and York, with the 
laid: "These days, our customers aim of being roll ' 

jxpect the same performance to more stores 
from their shopping trolley as 
they do from a hiqh-tech 
modern car. 

"Load sensitive 
steerinq and an | 
ability to cope witii 
all terrains will ena 
our shoppers to remal 
in finqer tip control of... 
trolley at all times, no matter 
how heavy the shoppinq. 

"It will be an enom 
help for elderly pe4 
and mothers with 
younq children who 
have enouqh to coĵ ' 

following the pif 

Seventy-three-year-old Rita Marshall has won £5,000 of shopping 
-just for saving with Sainsbury's Bank. 

Customers were entered into the prize draw each time they 
deposited £20 or more in a single transaction into their Sainsbury's 
Bank savings account. 

Rita was one of the lucky winners. She was presented with her 
vouchers at Nottingham's Castle Boulevard store by Sainsbury's 
Bank regional sales manager David Flett. 



A fresh idea 
A new customer magazine was 
posted to 1.5 million Sainsbury's 
customers in October in a bid to 
boost sales and increase 
customer loyalty among Nectar 
cardholders. 

The magazine, called Fresh 
ideas, will be sent out quarterly on 

a trial basis. Jeni Kyriakou, 
direct marketing manager, 
said: "We're aiming to drive 
sales through the magazine 
and the six category coupons 
inside. 

Fresh ideas is a good name 
for a magazine that's taking a 

fresh approach to its 
customer base, as Jeni 
explained: "We actually 
produced three different 
versions, each customised 
toadifferent life stage-
the over 25s with and 
without families, and a 
slightly older audience 
without families or with 
older children." 

The magazine carries 
articles on fashion, 
food, beauty, health and 
travel. 

There are money-
saving offers, many of 
which are exclusive to 
readers of Fresh ideas. 

Try sharing in 
our future success 
Have you ever wanted to save 
but not quite had the willpower? 
Well, if you have completed at 
least six months' service on 18 
November this year, you can do 
it the easy and risk-free way 
with Sainsbury's Sharesave 
2005. 

Just decide how much you'd 
like to save - between £5 and 
£250 each period - and 
whether you want to save for 
three or five years, and then 
apply. When you've finished 
savinq you will receive a tax-
free bonus added to your 
savings, and the benefits don't 
stop there! You can then choose 
to buy Sainsbury's shares for 
£2.31 (a 20 per cent discount 
on the 17 November 2005 
price), or keep the money 
you've saved, and spend it on 
whatever you fancy. 

Richard Cann, duty manager 
at Monks Cross (right), has 
entered the Sharesave scheme 
several times. He thinks it's a 
great way to save money. He 
explained: "It's worked 
brilliantly for me. The money 

goes straight out of my wages 
so I don't even think about it. 
When the scheme matured, I 
could have opted to take the 
money but I decided to go for 
the shares. I sold them a short 
time later and made a small 
profit which went towards 
paying off my mortgage." 

Qualf. 

:0 J 
Great service 
drives sales 

Sweet succes 
A quality operation got under 
way in July when a customer 
telephoned the Huntingdon 
store looking for a bulk gift 
order for his suppliers' 
colleagues at short notice. It 
was an operation that 
eventually involved two depots 
as well as a second store and 
demonstrated teamwork and 
customer service at the highest 
levels. 

"We were running a 
promotion on Quality Street," 
said Huntingdon stock 
control manager Nick 
Fountain, "so I suggested 

iJathe customer, a firm 
..ed Akzo Nobel Specialist 

Coatings, that they could 
• get a good price on the 100 
tins they'd need to buy to 
' 'III the order. As the promotion 

I proving a big success, we 
p't have enough tins in store 
1 contacted Hams Hall depot 

and they managed to locate 
what we needed. 

"We also offered to make 
them available at the Darwen 
store in Blackburn just 100 
yards away from their 
customer's premises. 

"The Hams Hall team were 
great. They contacted Haydock 
"'-pot where the retail support 

'̂ m swung into action. Working 

with Emma Gardiner, stock 
control manager at Darwen, 
they arranged for the tins to 
be delivered in a very short 
timeframe. 

"I've since had an email 
from our contact in which 
he said we'd delivered 
'astonishing levels of customer 
service'. He also said they'd be 
coming back to us later this 
year to fulfil their Christmas 
gift orders - but with more 
notice next time." 

Huntingdon store has gone 
out of its way to help other 
customers with one-off orders 
in the last year, including a 
last-minute request from 
local firm Nokia for £1,000-
worth of champagne and 
chocolates, and another order 
from a local football 
tournament organiser 
wanting bread rolls for 190 
teams. "We grab the 
opportunity to give the 'wow' 
factor to our customers," 
said Nick. 



Bags I nave a go! 
September saw a lot of 
excited schoolchildren as 
Active Kids equipment 
arrived in schools. 

Colleagues from White 
Rose store joined 
schoolchildren and teachers 
at Middleton Primary School 
in Leeds to celebrate the 
delivery of a huge parcel of 
Active Kids equipment. 

The school had collected an 
impressive 53,000 Active 
Kids vouchers since March 
when the initiative launched 
in-store. Teachers at the 
school hope the equipment 
will encourage Leeds kids to 

get more active and perhai 
even inspire the next 
generation of Olympic athletes! 

Even in its first year, Active 
Kids has been so successful 
that Sainsbury's received 
registrations from over BOJ 
cent of the total number o| 
primary and secondary scl 
in the UK. | 

And what's more, these| 
schools have made 30,00d 
orders using over 210 million i, 
Active Kids vouchers - that 
equates to almost £17 million-
worth of PE equipment and 
sporting experiences for 
%itishkids. J 

Checks and balances 
from internal audit 
The internal audit teann iias been 
busy conducting legality audits 
at every store. 

Auditor Jonathan Osborne 
said the teann's role is to ensure 
that Sainsbury's lives up to its 
goal of exceeding customer 
expectations for healthy, safe, 
fresh and tasty food. 

Alison Yarnold, team 
manager, explained what's 
involved in an audit: "We look at 
things like fire evacuations, 
colleague safety, cleaning of 
food equipment and the 
assessment of risk. As a 
company, we need to get the 
core legal aspects right to 
ensure our colleagues and 
customers are working and 
shopping in a safe environment." 

Data collected from the 
audits is used to collect trends, 
helping the business to identify 
areas for improvement. Alison 
explained, "Early audits 
demonstrated that we were not 
as efficient in training and 
cleaning as we should be -
that's why stores have been 
focusing on safe working 
practice training recently and 
why they have received new 
cleaning programmes." 

Josh Byrne is duty manager 
at Chesterfield where a 
recent audit gave the store the 
green light. He said: "I admit I 
was a bit nervous on the day 
but our colleagues were great. 
If you've got all the right 
training and controls in place. 

M^^ 
roads. 

Safety for youngsters 
Children at two primary schools 
close to Hams Hall depot got a 
good grounding in road safety 
during November when transport 
team captain Garry Dixon joined 
up with local police to talk to the 
youngsters and give 
demonstrations of the dangers of 
playing by roads. 

It is all part of an annual road 
safety week run by the national 
charity Brake and Garry 
volunteered to lend his support. 
Mike Walters and Andy McCetney 
from Rugby depot supported 
Garry and Hams Hall drivers 
Robin Reynolds and Mark 
Davies as they prepared 
to take a truck and trailer 
to each of the schools. 

WHAT DO THE COLOURS MEAN? 

The children heard about blind 
spots and braking distances to 
give them an idea of how careful 
they need to be around road 
vehicles. "We also gave them 
graphic demonstrations of the 
damage big vehicles like this can 
cause," said Garry. "For example, 
we drove over a melon to show it 
exploding under the pressure. 
That might sound quite 
gruesome, but things like this 
stick in children's minds much 
more than words." 

• Green - Ivleans that in the 
sample chosen, against each 
process, no breaches of legal or 
safety issues have been 
identified. 
• Red - Means there is a 
breakdown identified in the 
chosen sample, that is either a 
procedural breach or is 
breaking the law. 
• Blue - Means that in the 
chosen sample, something 
can pose a risk to people's 
well being. 

there should be no problem." 
But what if the auditors had 

found a problem? "We have to be 
open and honest," said Josh. "If 
the auditors find a fundamental 
flaw then, quite rightly, we should 
be told so we've got a chance to 
put it right before they then come 
back within 12 weeks." 

After the audit, then what? 
If you get a green rating, you 
may receive a three-day audit 
this financial year. If your 
store gets a red or blue result, 
you will receive another one-
day audit. 

Contact Chris Wells, Mike 
Piatt or Alison Yarnold if you 
have any concerns about 
audits. 

heckpoint... The friendly ^ 
pe of internal audit 



Grape 
expectations 
So what do you know about Chardonnay? For a 
select group of beer, wine and spirits colleagues 
from across the company, their reward for their 
contribution to the department, was a four-day 
study tour to France. 

Stewart Ibbotson from the BWS team in 
Harrogate, who was nominated for the trip by 
his ROM described how the group visited the 
home of Duval Leroy, supplier of some of 
Sainsbury's own brand Champagne. "We 
covered all aspects of Champagne during a very 
informative tour before heading for a structured 
tasting." 

* , V V. •^ 
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home of that great Chardonnay wine, Chablis". 
The group really got to grips with the art of 
viticulture when they spent a morning 
harvesting the grapes. "It was hot, back-
breaking work. We must have picked between 10 
and 15 full rows of vines," said Stewart. 

Wine tastings and a winery tour all added up 
to an interesting and educational trip that has 
given him and his fellow BWS colleagues the 
confidence (and knowledge) to answer customer 
guestions about the guality and variety of 
wines stocked at Sainsbury's. 

For Stewart and his colleagues, this hands-
on training was a very worthwhile investment. 
He said: "In answer to your original guestion -
Chardonnay is a very versatile grape which is 
used to make many wines including Chabiis and 
many Champagnes." 

There were record sales of 
sausages, sage and English 
Cox's apples following Jannie 
Oliver's last TV ad and 
colleague sampling. In fact 
Sainsbury's sold 420 tonnes of 
Cox's apples in a single week! 

feONOMA COUNTY •» €13.27 1 
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Say ch 
When you spend £50 at Sainsbury's Calais store between 
now and 22 December 2005, you can buy six bottles of 

Seaview Sparkling Pinot Chardonnay 75cl for 
just £9.94. That's a fantastic saving of £50 on the 

UK price. Plus if you travel using this offer 
from our friends at P&O ferries you can cross 

from just £24 return. 

ave 
.00 on 

I price, 

3il with P&O Ferries from Dover to Calais 
The Journal has teamed 
up with P&O Ferries to 
offer you a day trip from 
Dover to Calais for only 
£24 including a car and up 
to nine passengers. You 
can travel until 22 
December, departing and 
returning any time within 
the same calendar day. 

If you fancy a little 
longer on the Continent, 
we also have short break 
fares on the'White Cliffs 
offer' from just £30 each 
way for a car and nine 

passengers. These fares 
are available for 
travel within weeks 
of booking and are 
extended on a day-
by-day rolling basis 

To book these 
fantastic offers, 
simply phone the 
P&O Ferries 
reservations 
hotline on 
08705 20 20 
20(Mon-Fri 
8am-8pm, Sat 
Sun and Bank 

P&OVr 
Ferries 
holidays 8am-6.30pm) 
quoting Sainsbury's 
Journa/. Calls are 
charged at national 
rates. Payment must 
be made by selected 
credit/debit cards* at 
the time of booking. 

drinkaware.co.uk 

TERMS AND CONDITIONS 
All offers are subject to restricted space, sailings and dates and full terms and conditions apply. Once your booking has been 
confirmed to you, no amendments will be permitted and no refunds will be given even if the booking has not been travelled on. 
Cannot be used in conjunction with any other offer. This offer may be withdrawn without prior notice. Bookings must be made by 
telephone - no vehicle bookings will be taken at the port. Carriage by sea is subject to the terms of business of P&O Ferries, copies 
of which are available on request. Vehicles carrying freight or vehicles designed for commercial use higher than 1.83m and/or 
longer than 6m including minibuses and motorhomes, will not bepermitted to travel on this promotion. Only one item of hand 
luggage permitted on day trips. All tickets of restricted duration are only valid when the outward and return journeys are completed 
within the specified time, with the same vehicle and passengers, and using the same operator. If you fail to travel on one part of 
your booking we may charge a supplement. That supplement will be the difference between the amount you have paid and the price 
for a standard single fare appropriate to the sailing used. This payment will be collected using the credit card details provided when 
paying for the booking. *Payments made by credit card/chegue are subject to a £2 booking fee. When you travel between 9pm and 
6.30am, our Lite Nights service means there will be limited onboard facilities but we will offer hot food, our onboard bar, bureau de 
change and offshore shopping. All other outlets will be closed. 

Spend £50 at Sainsbury's Calais 
store and buy six bottles of Seaview 

Pinot Chardonnay for £9.94 

ERM5 AND CONDITIONS 
s are correct as of 10ctober 
ley do not include UK 
inal, mutti-buy and extra 
oints promotionai activity, 
aitafale at Sainsbury's Wine 
lais only. White stocks last. 
to availability. The law does not 
>)e sale of alcohol to persons 
e age of 18. Prices correct at 
oinq to press. All equivalent 
late only to the products 
Ed and not to other sizes as 
lilable on presentation of the 
I coupon only. Not to be used in 
;ion with any other offer. Offer 

. December 2005 

http://drinkaware.co.uk
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There's a fresh look for online 
shoppers - the Sainsbury's to 
You name is being phased out to 
bring the online service under 
one, simple umbrella-
sainsburys.co.uk. 

The Sainsbury's online 
groceries website has been 
redeveloped with a new look and 
feel. Natalia Kukulski, online 
proposition manager, said: "After 
listening to customer feedback, 
we spent months working 
behind the scenes to improve 
online shoppers' favourite 
features and add some handy 
new ones, too." 

The new layout makes it easier 
and quicker for customers to 
navigate and locate any of the 
20,000 items on offer. The new-
look website includes improved 
product information and images, 
easier log-in and registration 
process and a wider range of 
inspiring "why not try" recipe 
ideas. It is also quicker and easier 
to amend your order using the 
trolley feature. 

Sainsbury's is now the second 
largest online grocery retailer 
with over 38,000 orders a week 
and record customer satisfaction 
scores. 

Loans a 
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...and lots 
more besides 
The new look's not the only 
reason to go online. Check out 
these great deals all at 
sainsburys.co.uk. 

Wine 
There are fantastic offers 
online of up to half price on a 
great range of wines and 
champagnes by the case, 
including many award 

.m^§^'*.^^W 
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winners and exclusive offers 
only available online. 

Flowers 
Say it with flowers - beautiful 
bouquets for every occasion are 
available from just £12.35. 

DVD and g a m e s ^ ^ ^ ^ 
rental ^ ^ ^ ^ 
Get unlimited " "%^ 
DVDs from just ^ J p T j ^ l t * 
£5.97 per ^JOffl^V* 
month. There M * M 1 ™ « ^ 
are over 40,0001 A - * - - * " 
DVD titles t o J H ~̂  £ - §^ 
choose from ̂ ^ H / ^ ^ K 
including all ̂ ^ H %:> 
latest releasi^^l A iL^u i 

to launch PS2 and PSP g a m ^ j H 
rental online. Sign up for a D\^H' ' 
and games combo rental ^^|L 
partnership and rent the i>esfl|r 
selling games alongside the 'mm 
latest blockbuster movies, ^-tm 

Kitchen appliances 
j^BKPH^^Mtet 's cooking? ^ 

^ ^ P r e are great 
. '• H i n q s f o r ^ | 

* ^HHeagues o n ^ ^ ^ H P 

- \ » •pchen ^gb t 
_. .. "appliances. M % 
B ^ Check out the \JZ. 
W # Hotpoint WT960 
^ • ' washing machine -

v j just £379 at 
' - ^ ' Sainsburvs. 
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'** 

i f 
% 1 w w 
^K 

choose from ̂ H /<f% « | 
including all ̂ ^ B % 
latest releas^^^l ^ ^ i ^ 
so you'll n e v i ^ ^ l ^ ' l 
stuck for ch<H^^| 3 
What's more,^^H -^ « t 
Sainsbury's • I ^ H ^ J^^ 

1 first supermarke^^^BB^H 

• ^ F ftt u- I.-
- ^ « washing machme -

v j just £379 at 
^ ^ K J ' , Sainsburys. 
» ^ ^ P co.uk. And with 15 
P ^ H | A ^ M per cent colleague 
^-^a»^ft » • ; ^ , ^ ^ ^ u n t , the 
^ ^ ^ ^ ^ ^ • • H H l b n g machine 
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just £322.15. Simply go to 
kitchen appliances on 
sainsburys.co.uk and type 
JSDSEP5 in the promotional 
code box or call 087011222 
02 and place your order over 
the phone. 

Festive fay re 
London's Finchley Road got into 
the Christmas spirit early when 
it became one of the venues for 
'Show and Sell' displays ahead 
of the festive season. 

Traditional mountains of 
Quality Streets and shelves 
packed with gifts, crackers, 
decorations, puddings and 
mince pies were all dressed in 
the style stores are now 
displaying across the country. 

The giant gold bauble effect 
signage got its first outing and 
duty manager Ian Harris said: 

"We set aside the middle of the 
store, almost like a Christmas 
grotto, and had some extremely 
favourable feedback from the 
zone managing directors and 
regional business managers who 
came to see what we'd done. 

"There was earlier availability 
of lines this year which was good 
for us and the point of sale 
advertising had definitely 
improved with good, seasonal 
colour combinations. All in all, we 
are pleased with this year's 
Christmas'look'." 

http://www.siiftjburyj.oo.iik/hom�
http://sainsburys.co.uk
http://sainsburys.co.uk
http://co.uk
http://sainsburys.co.uk


South Ruislip is top team 
Meet the colleagues who came up trumps in the National Customer Awards 

South Ruislip colleagues have 
won Customer Service Team of 
the year- Retail. 

The achievement is 
particularly impressive as the 
store went from being bottom of 
its region in the mystery 
customer measure to taking the 
top slot just one year later. 

The management team, led by 
Paul Gilligan, beat finalists from 
Iceland, Ladbrokes and Clarks 
International to the top slot after 
impressing the panel of judges. 

Paul was delighted to collect 
the award. He said: "All 430 
colleagues at South 
Ruislip have helped us 
win this award. We 
have all worked hard to 
improve our MCM 
scores and the hard work has 
paid off. It was a massive job to 

improve our results but we got 
there thanks to the enthusiasm 
of everyone at the store." 

Beiieving 
Morale was guite low when Paul 
joined the store. His challenge 
was not only to raise standards 
but to get every colleague 
believing that the store could 
succeed. "We achieved a good 
MCM score in the first three 
periods and that really helped 
us start believing in ourselves," 
said Paul. "Not long afterwards. 

The team expected to 
pass - and then there was 

no stopping usl 

we were doing so well that the 
team expected to pass rather 
than to fail. And then there was 
no stopping us!" 

Paul collected the award at a 
glittering ceremony at the 
Grosvenor House Hotel in 
London. More than 1,600 people 
from a wide range of customer 
service industries attended the 
event. 

Nigel Bromley, groceries 
online delivery driver from 
Stoke was also up for an award 
at the ceremony. Nigel reached 

the final stages for the 
Frontline Customer 

Service Professional 
Award. His consistent 
levels of personal 
service to all his 
customers greatly 

impressed thejudges. 

HOW DID THEY 
DOIT? 

reduced 
thanks to effective scheduling 
and getting 90 per cent of all 
colleagues till-trained. "This 
has resulted in us achieving 91 
per cent against a queue length 
target of 77 per cent," 
«»id Paul 

. Celebrating success 
..trough Shining Stars is key to 
rewarding colleagues 

|Communication has also 
byed a big part. Regular 

communications keep everyone 
^~*-i-to-date with store news. 
L' Effective training, especially 
on good customer service 
standards, is now a part of life 
at South Ruislip. 



Did you 
Talkback? 

Make the most of the new, rolling 
Talkback survey to get your voice 
heard and make change happen 

Notice anything di.fferent about 
Tall<bacl< ttiis year?lt's now a 
rolling programme and, thanks to 
the new, improved colleague 
councils, everyone has the 
opportunity to play their part in 
making suggestions and taking 
actions to deal with the issues 
raised 

Helen Johnson, colleague 
insights manager explained: "By 
changing Talkback to a rolling 
programme, we now have a 
clearer idea of how colleagues feel 
about Sainsbury's regularly 
throughout the year - and we're 
able to respond faster, too. 
Previously, when we surveyed all 
colleagues at the same time, we 
ended up with a mountain of great 
feedback, but it was very much a 
single snapshot in time. Now, 
we're able to see trends month by 
month and can spot issues much 
more guickly. And because we 
don't survey all stores together, 
ROMs and RHRPs can spend more 
time understanding the issues 
affecting each individual store and 
can share best practice from 
action planning across their 
region." 

Another major difference this 
year is that colleague councils are 
being given more responsibility to 
make the necessary changes 
happen in their stores. "Colleague 
councils are important," said 
Helen. "But they will only be seen 
to be effective if colleagues can 
see things changing in response 
to their feedback. Only 45 per 

cent of colleagues feel their 
council makes a positive 
difference. We're hoping that 
figure will steadily improve as 
more colleagues make their 
voices heard and get personally 
involved in taking on actions." 

Sherborne colleagues 
completed Talkback 
in March. Six 
months down the 
line, has anything 
changed? Duty 
manager Stuart 
Chapman 
explained: "We did 
really well in 
Talkback this year with an overall 
colleague engagement index 
score of 81 per cent, so we didn't 
have many action points - but 
that made it easier to address the 
issues colleagues had identified. 

"Our colleague council hasn't 
been very effective in the past but 
now the council owns the action 
plan. The colleagues really used 
their imagination and acted out 
our action plan to Mark Prout,-our 
ROM, and Chris Perry, our RHRR 
It was very funny, but it worked." 

Stuart and store manager 
Warren Knight were really 
pleased with the Talkback results 
for the store: 99 per cent say they 
are kept up-to-date with events in 
the store and 98 per cent are 
aware of the goal and values. 

Stuart explained: "The 
Newbury project has made a huge 
difference to our availability - and 
that's had a knock-on effect on 
customer complaints and morale 
throughout the store. Sales are up 

"Colleagf 
effectiveitco 

changing in response to their feedback' 

nine per cent year-on-year and 
our customers keep coming back 
each week." 

So far the results are in from 
the first six retail "waves" as well 
as all locals and Shell stores -
that's feedback from 89,614 
colleagues across 424 stores! In 
addition colleagues in all 
distribution centres and everyone 
at the store support centre have 
also been surveyed. From all of 
the responses so far there are 
some common themes. 

Goal and values 
It is great to know that nearly 90 
per cent of colleagues know and 
support the goal and values, and 
will actively recommend 
Sainsbury's products. This really 
demonstrates the commitment to 
the company and brand. And in 
stores it is also encouraging to 
see that communications are 
improving and colleagues feel 
more in the know about what's 

going on - 85 per cent say they 
are kept up to date with their 
store's performance. 

Despite all the great news 
there are also some clear issues 
managers need to listen to: only 
58 per cent of colleagues say 
they intend to be still working at 
Sainsbury's in three years' time, 
and 62 per cent say they are 
proud to work here. Helen said: 
"We need to work hard on 
colleague engagement to see 
these less favourable scores 
improve in every workplace." 

One of the key pieces of 
colleague engagement work is to 
improve colleague councils and 
establish a framework to allow all 
colleagues to have their say and 
get involved. 

Caroline Lovell, organisational 
development project manager 
said: "This year our refreshed 
colleague councils are at the 
heart of Talkback action planning. 
To recognise their importance 
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we've given each store council an 
annual budget of £2,000 to help 
fund local improvements. In the 
past there has been little faith in 
colleague councils, but by giving 
them the opportunity to own and 
drive their store action plan -
together with the management 
team - we are already seeing 
some great improvements 
implemented on a local level that 
have been suggested by 
colleagues." 

Another key development is 
the newly established zone 
council framework, which gives all 
colleagues the opportunity to 

colleague council reps 

have their say and escalate key 
suggestions and issues straight to 
their zone managing director 

Diana Breeze, director of 
organisational development, said: 

"We have asked colleagues for 
feedback via Talkback each year, 
but in the past we haven't always 
been consistently good at 
following through and resolving 
the issues. It is disappointing that 
only 64 per cent of colleagues 
believe that action will be taken on 
Talkback, but this year we are 
going all out to improve that 
figure." 

It's up to every single colleague to 
make Talkback and colleague 
councils even more effective this 
year. Diana said "We need people 

to speak to and support their 
colleague council reps, and 

then get involved 
in making 
suggestions that 
will count-we 

canonly get better 
every day if we all 

play our part in helping to make 
Sainsbury's great again - so make 
sure you get involved!" 

Ken McMeikan, retail director, is 
right behind Talkback. He told the 
Journal: "I'm delighted that so 

RETAIL COLLEAGUE 
HI i j H Li I Grl I S 
• 89,614 colleagues in 424 stores have 
responded in the first six waves 
• nearly 90 per cent of colleagues know and 
support the goal and values 
• 90 per cent will actively recommend 
Sainsbury's products 
• 85 per cent say they are kept up-to-date 
with their store's performance 
• but only 58 per cent of colleagues say they 
intend to be working at Sainsbury's in three 

^ars' time 
and 62 per cent say they are proud to work 
!• Sainsbury's 

Respect for 
the individual 

many colleagues have taken part 
in Talkback so far and given their 
views. 

"Your comments matter and 
make us think about what we need 
to change to keep getting better. 
However, I know there are times 
some of you don't believe 
managers are listening and acting 
on your views, so we've got to do 
more-and we will! 

Colleague councils are a vital 
part of our business and your 
chance to make change happen in 
your store. I look forward to seeing 
you over the 
coming 
months and 
hearing how 
your council 
is improving 
Talkback 
results in your 
store." 

Take notice... The 
scorecard helps 
Sherborne 
colleagues keep 
up-to-date with 
store news 
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Taste the Difference (TTD) has some delicious seasonal products on offer 
this year. We asked four colleagues from Watchmoor Park to try them 
and give us their verdict 

Christmas came early for four 
colleagues from Watchmoor Park 
this yean Carol Hayward, Diana 
Cahill, Ann Poole and Rita 
Mackenzie visited the store 
support centre for a special Taste 
the Difference Christmas-time 
meal. 

Julia Frost, senior brand 
manager on Taste the Difference 
explained: "We know it's much 
easier to recommend products if 
you've tasted them yourself, so we 
thought we'd give these 
colleagues a special treat - on us! 
We're confident the guality and 
flavour speak for themselves - you 

really can taste the difference." 
Christmas is a time for 

something special. It's time for 
enjoying the best and that's 
where Taste the Difference 
comes into its own. 

Luscious 
This year's Christmas range has 
been designed so that you don't 
have to spend hours slaving over a 
hot stove. Some of the dishes can 
go straight from the fridge to the 
table. Just use your imagination 
to arrange the food so it looks its 
luscious best and - voila, you've 
got Christmas all wrapped up! 

^Q^m^^s^^^s 
recommend products if you've 

tasted them yourself" 

Julia said: "Taste the 
Difference sales are really good 
at Watchmoor Park, but we want 
them to be even better! So we 
invited the colleagues to join us 
in a Christmas-time meal where 
they could try lots of Taste the 
Difference products for 
themselves. They can now go 
back to the store, able to 
recommend all these products 
to their colleagues and 
customers." 

The colleagues didn't 
need to be asked 
twice. Diana said: 
"We all think try 
something 
new is a 
great idea 
and we do 
our best to 
recommend 
new 
products to 

customers. This is a great way to 
get us to try more new things. 
We've all got our favourite 
Sainsbury's products and these 
choices might add a few more 
items to our list. Customers often 
ask for our advice and we can't sell 
products with confidence if we 

ts \ ^ 1 
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don't know what we're talking 
about." 

So the ladies settled down for a 
treat - all in the name of research, 
of course! 

Clear winner 
First up came a choice of fishy 
starters. Ann found the salmon 
roulade a little salty, but the clear 
winner with all four colleagues 
was the prawn cocktail, beautifully 
presented in bY cups available 
from the general merchandise 

department. 
As the main course 
arrived, the ladies settled 

into their role as food 
critics. In order to do 
the job justice, they 
hadtotry every item 

^^—r on the menu, but 
H r i there were no 

J complaints. 

a traditional dinner 
with a twist so there 
was a choice of beef 
or duck for the main 
course. 

This was a special 
treat for Carol, who was 

already a fan of Gressingham 
duck. "I buy it whenever I can and 
it's always really tasty," she said. 
The others agreed that beef made 
a nice change from turkey. "We 
eat chicken and other poultry 
throughout the year so beef 
seems much more of a luxury," 
said Diana. 

The pouches of steamer 
vegetables, that are steamed to 
perfection in the microwave, were 
also a real hit. Not everyone likes 
sprouts but the ladies agreed 
these had a delicious nutty flavour 
- and anything that takes the 
effort out of Christmas dinner is 
always welcome. The mini parsnips 
and baby roasting vegetables also 
added a special touch - and they 
are easy to cook, too. 

Irresistible 
Time for dessert. Vanilla ice cream 
and fresh raspberries offered a 
light alternative. But Christmas 

wouldn't be Christmas without 
mince pies and fruitcake. And 
when they're Taste the 
Difference, and accompanied by 
clotted cream, they're irresistible. 
The mini mince pies were very 
popular and'the plate was soon 
empty. "They're the ideal size," 
said Diana. "So often, you take a 
bite and you're left with a handful 
of crumbs but these are just right 
- and you can see they're filled 
with mincemeat." 

Just when the colleagues 
thought they couldn't eat any 
more there was one last treat in 
store - a plate of British cheeses 
along with 12-year-aged Taste the 
Difference sherry as a special 
indulgence. 

Then it was all over, the plates 
were taken away and the 
decorations came down. But 
what did the colleagues think of 
the food? "Superb," said Diana, 
"Excellent, and definitely worth 
the little bit extra," said Rita. 
"Delicious. We loved everything 
except the sherry," said Ann. And 
Carol summed up: "I'll be 
recommending Taste the 
Difference to all my customers 
now." 

QUOTE, 
UNQUOTE 

"I've tried 
these 
vegetable 
steamer 

pouches. 
I'll definitely be 
recommending 
them to customers." 
Carol Hayward, grocery 
assistant 

"The mince 
pies are 
delicious-
filled all 

the way up 
to the top with 
gorgeous fruit and 
the pastry is super 
and buttery. I can't 
fault them." 
Diana Caliill, Tu clothing 

"I'm not 
usually an 
icecream 

person but 
this is 

incredible. It's full of 
real vanilla and that 
gives it an intense 
taste." 
Ann Poole, PFS 

"This has 
given me 
inspiration 

to try a 
Taste the 

Difference 
Christmas in our 
house!" 
Rita Mackenzie, checkout 
operator 



Try something 
new today 
Be Good To Yourself (BGTY) products are 
getting a whole new look from January - and 
we've got a sneak preview just for you 

There's a fresh, new look on the 
way for BGTY packaging - along 
with a new apple 
stamp. The apple, 
which appears 
on every 
product, has 
been designed 
to become the 
symbol of health 
at Sainsbury'sand 
will be displayed on 
other healthy 
ingredients such as salmon 
fillets and chicken breasts. All 
customers need to do is look out 
for the apple stamp for a healthier 
alternative. 

The launch is timed for 2 
January 2006 when TV, press and 
radio ads will help everyone make 
the most of those New Year 
resolutions. 

Amy Cashmore, senior brand 
manager, Be Good To Yourself, 
explained why the sub-brand has 
been given a makeover. 
"Extensive customer research has 

TAKE THE 
FIVE STEP 
CHALLENr 
To support the Ja 
relaunch of Be Goo 
Yourself, Salnsbury's 
invitinq customers to try 
something new by 
encouraging them to take five 
simple steps to health. There 
will be sampling in-store to 
encourage people to take five 
simple steps to create 
healthier habits for life: 

shown that consumers are 
becoming increasingly interested 

in their health, and place 
eating a balanced 

diet at the top of 
their list of 
priorities 

¥ when food 
shopping. In 
response, 

we've 
relaunched 

BGTY to ensure all 
products in the 

range are nutritionally 
balanced, providing customers 
with more choice. The range is 
now healthier than even" 

BGTY relaunches with 150 new 
products in January So, whether 
you're watching the amount of fat 
you eat, looking to eat more Omega 
3 or want a vitamin drink to give you 
a boost, BGTY now offers it all. 

The range now features 450 
products and every 

single one 
has gone 

Co V- , , 500^ 

«l EAT MORE 
HOLEGRAIN 

To make the 
switch from 

"r' \,.^ white to 
''-'̂ ••ttfce, wholegrain 

pver possible. 
(pplies to 

,nd pasta 
_ ...E GOOD FATS To 

replace "bad" fats (saturated 
fats such as lard) with "good" 
fats such as olive oil and 
Omega 3 wherever possible 
• TASTE MORE To become 
conscious of their salt 

through 
extensive 
nutritional 
checks. Now 
they fall into 
one of three 
categories: 

Less than 3% fat 
Products that contain less 
than three per cent fat and can 
help customers to lose weight as 
part of a calorie controlled diet 

Healthier option ^oM^^^^S 

^ ' 

total , 
sugars/ 

6g /salt 

Products that are 
better for you, eg 
have less salt, 
saturated fat and 
calories than 
standard product 
lines 

'Plus'These 
products are fortified 
with added ingredients. 
This includes pre-biotics, 
Omega 3, which is good for 
your heart, and pro-biotics 
which help the growth of 
friendly bacteria. 

consumption and instead try 
flavouring foods with herbs 
and spices 
• EAT MORE FRUIT AND VEG 
Handy hints to help customers 
choose correct portion sizes 
and how to eat five a day. 
• DRINK MORE Tips on how 
to drink up to five glasses of 
water and juice. 
A free challenge handbook 
spells out the five simple ^ 
steps along with tasty, 
healthy recipes. ij 

And colleagues are a key 1 
part of the challenge. The ^ 

^IHlt^ 
431 6.8g 

sat fat 

WBEmSmf 

The Wheel of 
Health is another 

device set to help 
customers make 

informed choices on BGTY 
products. Every product 

must now show greens 
and ambers on the 

wheel to be part of 
the range. 
The only exceptions 
are products that 
contain "healthy" 

fats from ingredients 
such as seeds and 

nuts or high sugar 
levels naturally derived 
from fruit. 

Look out for TV, press and radio 
ads to spread the word. 

handbook will be available in all 
stores so you can advise 
customers on healthy eating. 
Colleague and JS Restaurants 
will also be promoting healthy 
eating. So now there's no 
excuse for not trying 
something healthy today! 



Past 
times 
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Want to know more 
about the history of 
your store? Then look 
no further than 
London's Docklands 

Sainsbury's has an extensive 
archive and now it has moved to a 
new home at the Museum in 
Docklands where it's open to the 
public for the first time. The 
archive now includes more than 
16,000 items relating to 
Sainsbury's history - including 
documents, old testing 
equipment, product packaging, 
colleague uniforms and copies of 
the Journal dating back to the 
very first issue in December 1946. 

Some of these items are on 
display and can be seen on a visit 
to the museum. Others are safely 
locked away in the archive and 
can only be seen by appointment. 

Clare Bunkham is Sainsbury's 
archivist and she wants as many 
people as possible to come and 
see the collection. "Sainsbury's 
archive is an absolute treasure," 
she said. "It includes so many 
items that evoke past times at 
Sainsbury's. I'm sure colleagues 
would love to see them - but 
please make an appointment if 
there's anything specific you're 
interested in. Then I'll be able to 
do some research before you 
come." 

If your store is celebrating an 
anniversary, Clare can help you 
track back to the past. Potters Bar 
is celebrating its 25th anniversary 
in December so Clare looked back 
in the Journal to see how the 
opening was reported. The 
Journal wrote: "The store opened 
on 2 December and wintry 
weather deterred the usual early 
morning queues of people waiting 
outside for 'opening time'. 

} •• J . 
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SAINSBURY'S 
IN THE PAST 
The store opening at Potters 
Bar wasn't the only item of 
note in 1980. 
• Broadfield in Crawley was 
testing a new checkout 
scanning system. 
• Eight stores trialled 
payment using Access and 
Barclaycard credit cards. 
Finance director David 
Sainsbury said at the time: 
"We think our customers will 
most appreciate the 
introduction of credit card 
facilities in the fast-growing 
departments of frozen food 
and off licence." 

y/ 

• Wednesday late-night 
shopping was introduced from 
19 September 1980 with 199 
of the UK's 203 stores 
remaining open until 8pm. 
• New products focused on 
healthy eating with the launch 
of a new title "Balancing your 
Diet" in the Sainsbury's Food 
Guides series. 
• New kosher lines were 
introduced at Golders Green 
and Barkingside stores 
• In his end-of-year 
statement, the chairman 
announced that food inflation 
was down to 7.7 per cent -
half the national average. 

Dress sense 
A glimpse through the 
archives gives a 
fascinating insight to life 
at Sainsbury's but there's 
one subject that has 
always aroused the 
interest of colleagues -
uniforms. 

Back in 1952, it was 

However, a few minutes before the 
appointed hour, a couple of 
hundred people seemed to arrive 
from nowhere and crowded 
around the front doors to be 
greeted by chairman Sir John 
Sainsbury." 

• Contact Clare on 020 7001 
9852 or at Clare.Bunkham@ 
sainsburyarchive.co.uk 

There's been a Sains 
Potters Bar since 1933. i 
looited in the 1940s. 

definitely a subject of hot 
debate. Regulation "nylonette" 
headscarves were introduced in 
May and the Journal invited 
colleagues to place eight 
photographs in "order of 
suitability for the job of selling 
foodstuffs with particular 
regard to personal neatness, 
particularly of the hair". First 
prize was 15 guineas to spend 
at a dress shop of the winner's 
choice, while consolation prizes 
included six permanent waves 
and 12 pairs of nylon stockings! 

I 
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To celebrate the opening of the Sainsbury Study 
Centre, Museum in Docklands is offering readers 
two tickets for the price of one (normal price 
£5). Simply present this voucher at the 
admissions desk. 

Offer vaiid until November 2006 . 

http://sainsburyarchive.co.uk
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Two double decker buses kitted out with tills 
and a classroom are travelling the country as 
Sainsbury's Scan School hits a store near you 

Till-seeker... Ann 
Tovey displays the 
right technique 

IHigher learning... 
Colleagues fill the 
top deck to 
practice the new 
techniques 

Checkout managers and store 
trainers are taking part in Scan 
Sctiool - a project that aims to 
improve service and efficiency at 
the checkouts. Two double decker 
buses have been transformed into 
classrooms with tills. 

Project manager Roger Slade 
said: "In just six weeks the buses 
were bought and converted to 
hold three working checkouts 
upstairs and a training room 
downstairs. A new cashier training 
video and materials to support a 
'delivering great service 
efficiently' message have been 
developed." 

The buses will now travel the 
length and breadth of the country 
visiting 21 different locations 
around the UK before Christmas 
and training 200 stores. The 
remainder of stores will receive 
Scan School training after 
Christmas. Two hundred checkout 
managers and 400 store trainers 
will visit the buses to learn the 
technigues they will cascade back 
to their colleagues. 

Colleague Ann Tovey, CTS from 
Kempshott has gone through the 
training and was positive about 

the new scanning methods. 
"I picked up a few hints and 

found it quite informative. We 
were told facts that we didn't 
know, like how much our 
inefficiency at the checkouts 
costs Sainsbury's," she said. 

"The training is very easy to 
pick up and was well presented. We 
used real products to try and 
simulate a normal working day and 
we were shown practical tips that 
will help us speed up. We were 
taught how to improve scanning 
using the slide, pass, place 
technigue. One of the biggest 
changes will be keeping the back 
belt on. Colleagues' items per 
minute are already improving with 
the new techniques." 

Back to basics 
Kempshott checkout manager 
Jan Vermeulen has also gone 
back to basics and learnt the new 
scanning style. 

"The training is needed as our 
service must reflect what is 
important to our customers. We 
are looking to provide a fast, 
friendly and efficient experience 
and deliver this consistently -

"We are looking to 
provide a fast, friendly 
and efficient 
experience" 



nd and round 
which is what it's all about at the 
end of the day," she said. 

The work for Jan doesn't stop 
there. She now has to filter the 
training through the store and 
make sure everyone makes the 
grade, as she explains: "We are 
looking at getting every cashier 
scanning 18 items per minute. The 
instruction video we were given 
on the course will help us to 
implement a standard scanning 
method across the whole store." 

Basingstoke and Hams Hall 
depots gave logistical support to 
the project. Basingstoke transport 
manager Darren Staniland, said "1 
helped develop how the bus would 
go from store to store. We 
calculated everything down to the 
smallest of details. How long the 
bus would be at each store, what 
time our drivers would have to 
leave to get it to stores on time. 
How we would get the driver back 

to the depot and deliver him 
back to the bus - to move 

it on to the next 
location. It has 

been great 

GAYNOR'S 

• Make eye contact and 
greet the customer 
• Offer help with packing 
to all customers 
• Scan items in one fluid 
movement (slide, pass, 
place) 
• Keep both the front and 
back belts on 
• Transactions should be 
"fast, friendly and 
efficient" 
• Finish with a thank you 
and a goodbye 

• By being fast, friendly 
and efficient we save our 
customers time, we make it 
a better experience and 
they'll want to come back 
and shop with us again. 
• Our old cashier training 
material does not reflect a 
balance of great service 
and efficiency at the 
checkout. 

to see retail and supply chain 
working together so closely." 
he said. 

Hams Hall deputy transport 
manager Darrell Johnson is 
delighted with the effort his 
drivers have put in. "David Waters, 
Peter Gordon, Alan Hodnett, Alan 
Cutler and Mathew Vale have 
been absolute stars and shown 
great team spirit," he said. 

Common sense 
Project manager Astrid House 
said: "Stores have provided five 
check out managers to support 
the delivery of Scan School 
training: Lee Robinson, Tony 
O'Leary, Carolyn Ford, Gaynor 
Byrne and Marion Noblett. They 
have travelled the country 
delivering the training to their 
colleagues." 

Scan School trainer and Glen 

Road's checkout manager Gaynor 
Byrne said: "The training is 
focusing on the common sense 
approach. Cashiers will definitely 
see the difference and customers 
will benefit from a quicker, 
more efficient service. The 
training will make sure that all 
managers will be able to work 
with the new techniques and then 
pass on the baton to other 
colleagues. 

"The tips are practical and just 
involve using your common sense. 
I'm sure that once this new way of 
scanning is filtered through stores, 
our productivity will improve. 

Head of customer service 
Sarah Trowbridge, said: "Scan 
School is a fantastic example of 
different teams working together 
and achieving a stretching goal. It 
is so exciting to see the buses on 
the road." 

"Once this new way of 
scanning is filtered 
through stores, our i 
productivity will improve" f 



Leadingtheway 
Making sure everyone understands their role and how they fit into 
a team is central to success for two more 2005 Retail Award winners 

Individual 
responsibility-
team delivery 

A fresh approach 

i. 
•jfs^ 

'Our customers know us 
and have grown to trust us 

f Taking over the reins of an 
award-winning department 
might be daunting for some, 
but for Kate Palmer, fresh 
foods manager at Merton, 
it's been business as usual 
largely as a result of the 
strong team behind her. 

"Ed James was the team 
manager when the 
••^nartment won the fresh 

ds team of the year," Kate 
explained. "My task since 

. transferring into the role is 
>l to keep those high standards 

^ : going and there's no doubt 
' that it's all about teamwork. 
' Most of my colleagues have 
' worked here a long time and 

really know what they're 
* ' ing . Even the students in 

sh foods have been here 
two or more years and 

akes a big difference. 
"We're very focused 

i, s~oh quality and carry out 
US quality checks 

• B throughout the day. 

Everyone is aware of the 
importance of quality control 
and will keep an eye on things 
while they're performing 
other tasks, such as 
replenishing. If a product 
doesn't look fresh we'll 
remove it from the shelves. 

"Our stock availability is 
also very good. Colleagues 
are trained to understand the 
importance of having enough 
product to meet customer 
demand and in recent scoring 
we've achieved 100 per cent 
for availability. 

"We're an organised 
department where everyone 
knows what their roles are, 
and being organised is 
essential at the moment as we 
go through a refit. We've done 
a lot of planning so that we 
work overnight or on Sundays 
to avoid inconveniencing the 
customers and we've clearly 
signposted where we've 
moved products." 

Respect and value 
The pharmacy department of the 
year in Stanmore, London is run 
as a tight-knit team and for lead 
pharmacist Ivlinal Shah it is this 
closeness that has contributed to 
their success. "I've worked here 
for around three years, watching 
the department go from strength 
to strength. Over that time our 
colleague retention level in the 
pharmacy has been excellent. 

"What this means from a 
commercial perspective is that 
our customers know us and have 
grown to trust us. People with 
regular prescriptions often come 
in on the same day each week or 
month and seek out the same 
person to serve them. We often 
address regular customers by 

name, and that's an important 
element of the personal service 
we give. 

"Our closeness is also 
important in terms of our working 
together as a team. We're in a 
small space, often quite literally 
standing shoulder to shoulder. So 
we need to respect each other and 
value the input we each make to 
the team. If a manager pays that 
respect to individual colleagues, 
then it is automatically returned 
and that shows in our work. 

"We also spend a lot of time 
training, making sure everyone 
is fully up-to-date with new 
products and policies so that we 
offer an informed and 
professional service." i 
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The perfect j0b 
Calling all graduates. Sainsbury's is always on the 
look-out for top quality graduate recruits 

RME 

Are you an undergraduate 
working part-time at 
Sainsbury's? Or perhaps you're a 
parent with a son or daughter in 
their final year of university, 
going through the career 
selection process. Could the 
perfect job begin on the 
Sainsbury's graduate 
programme? 

That's the thinking behind the 
2006 graduate recruitment 
campaign that went live on 
Sainsbury's website in 
September. The launch coincided 
with the unveiling of try 
something new today and 
reflects the variety of career 
choices available with 
Sainsbury's. 

Retail management 
"We offer seven schemes within 
the programme," said graduate 
recruitment manager Stephen 
Mulvenna, "and we take on 
around 100 recruits every year. 
Some 70 per cent of these join 
our Retail Management scheme 
operating nationwide. The 
remaining 30 per cent are 

predominantly based at the store 
support centre in Holborn or a 
depot and join one of six 
schemes: Buying, Customer and 
Marketing, Finance, Human 
Resources, Supply Chain, and 
Product Technology & 
Development." 

Careers 
The 2006 recruitment campaign 
aims to get students to think 
about the perfect job. Stephen 
explained: "So many students 
send out applications to every 
company going, but we want our 
applicants to have thought hard 
about a career in retail. We want 
them to have a passion for what 
we do. The website gives a real 
flavour for the sort of work a 
graduate can expect, with 
web-casts of current recruits 
talking about the highs and lows 
of their jobs." 

Stephen added that the 
company is keen to attract 
students currently working at 
Sainsbury's for a very valid 
reason. "They already know what 
to expect from us. They're used 

to getting their hands dirty and 
can hit the ground running, 
which can often help their 
progression on our schemes." 

Claire Tooker, currently based 
at Archer Road in Sheffield, 
started in store this autumn 
having worked at Sainsbury's 
while at school and university. "I 
knew Sainsbury's was a good 
company to work for and I think 
it's been an easier start for me 
because I was already aware of 
the processes and culture. For 
example, I've been a CTS so I 
won't need to be trained on the 
tills like other graduate recruits. 
The first few weeks have been a 
period of settling in but what's 
good is that the department 
managers all know I'm here to 
train. I'd like to manage a few 
departments before moving on 
to a duty manager's position", 
she said. 

Stephen Mulvenna added: 
"We've benchmarked our seven 
schemes and know we offer an 
excellent career path in retailing. 
It really can be the perfect job for 
the right person." 

rley Way in Croydon duty 
ger Simon Johnston is__: 

^ears into the retail | 
—.Iqement scheme. "I'd I 

,;orked in retail before but n 
for Sainsbury's. After 
university I spent some time 
at PriceWaterhouseCoopers 
but realised that accountancy 
wasn't for me. I was attracted 
to Sainsbury's because its 
company values seemed to 
reflect my own. It's been real 
hands-on training, if you work 
at ground level, for instance 
replenishing stock, you really 
get to know the product and 
develop a practical under
standing of retail issues such 
as availability. One of my first 
store managers was incredibly 
supportive and at the same 
time he constantly challenged 
me - it was hard work but a 
great experience that has helped 
me develop my career rapidly." 



Productnews 
Christmas is a time to spoil friends and family and there are so many great 
gift ideas the hardest thing will be choosing 

For him 
^ Treat the man in your life to a 
chirome wine carrier and wine 
set (£12), or impress him witli 

: a range of stylisli gadgets 
starting from just £4. The 
Famous Grouse miniature 

; and puzzle set is fantastic 
value at just £4 and will keep 
him quiet for hours! 



We've got 
Christmas all 
wrapped up 
Emerald Park colleagues had 
the pleasure of testing out some 
of the products from this year's 
Christmas range. The new 
gift range - from waffle makers 
to chocolatiere sets - aims to 
cater for everyone and could 
mean only one stop is needed to 
tick off all your Christmas needs. 

Colleagues have tried and 
tested the products sure to be on 
Christmas lists come December -
so if you are after ideas - here is 
their advice. 

^LiSON UDALL 
pommercial manaqer 
Hlkshake maker £24.99 

is very stylish. It's really good" 
pt making milkshakes, as they 
vere very creamy and frothy -

With no lumps. I 
would buy one 
and it's definitely 
something that 
you could buy for 

a stocking filler. It 
looked lovely in 
my kitchen, as 
.it's stainless 
steel-so it has a 
lodernand 

: trendy look. It's 
very easy - you 
just plug it in 

m 

i 

hot 
chocoM^ 

accounts clerk 
Chocolate fondue set £9.. 

It's quite easy to use - but don"-
over-heat the chocolate -
because it does burn - an-
that's not very nice! I triec 
with the bar of chocolate 
supplied and I also bought 
• i S ^ , some strawberries and 

1̂ marshmallowstotry. I 
uld definitely t 
s about 

uying it 

I SANDRA HURST 
I stock audit clerk 

( Champney's pure relaxation 
gift collection £20 

i The bath essence smelt a bit 
clinical although it made a lot 
bubbles and felt good on the 
skin. I was disappointed with the 
candle -1 thought it was too small. 
The pillow spray was a novel idea 
and the massage oil was lovely, 
and very good for sensitive 
skin. I wouldn't buy it for myself 
-1 would maybe buy vouchers 

Champneys though. 

accounts officer 
Champney's spa pedicure 
collection £12 | 

It was lovely. I took an hour ou| 
to pamper my feet and 
afterwards they felt wonderful 
- all energised. The foot soak 
had a medical smell to it, which 
was a shame. The powder 
made my feet feel lovely and 
soft and my husband put 
feet in too' '<•'•: """̂  
great to u; 
after a Ion 
summer 0 
wearing Si 
andflip-fl( 
I would CO 
it as a preSenT 
someone at Ch 

I 

If you'd like your store or depot to take part in the Journal's product tests, then get in touch 
with the editorial team (address details on page 28) 



Shiningstars 
More examples of great service are rewarded with Shining Stars at stores 
across the country 

A
g m m 

shining 
example 
Commitment, inspiration and a 
devotion to getting the job done 
are the hallmarl<s of this year's 
leading Shining Stars winner. 

Sam Hall, groceries online 
department manager at Water 
Lane in Farnham, has won more 
Shining Stars this year than 
anyone else in the company. 

"Sam is a unigue character and 
her colleagues adore her," said 
store manager Lewis Elliott. "She 
had to be persuaded to take part 
in this article because she feels 
she doesn't do anything out of the 
ordinary and just gets on with her 
job, but from personal experience 
I know that Sam does much more 
than that." 

Lewis worked with Sam at a 
previous store where, he said, she 
turned round an ailing groceries 
online department. "When I came 
to Water Lane I saw at once that 
we also needed Sam's attention 
here. Since taking up the 
challenge in April she has doubled 
the amount of takings and 
regularly runs at around 40 per 
cent up on last year's like-for-like 
sales. That's a fantastic 
achievement." 

Modest 
Sam herself is modest about this 
achievement. "I really believe 
that our success is down to 
teamwork. Not just my team who, 
I have to say, are excellent, but 
the whole store team too. For 
instance, the checkout 
department will always give us 
shoppers when we need extra 
help and there's a good 
atmosphere between 
departments." 

Sam added that the job is 
hard work. "There's no real 
let-up during the day with 
three different van runs to 
prepare for. I like everything 

to be just right so I'm always on 
the go. The key is to be 
organised and prepared to get 
your hands dirty when a 
problem crops up. There's no 
time to sit back and hope things 
will put themselves right, you've 
just got to get on with it." 

Unsurprisingly for someone 
determined not to hog the 
limelight, Sam is keen to flag up 
other groceries online 
managers and their teams. 
"There are a lot of good 

managers out there who make 
sure their teams know what they 
should be doing and how to do it. 
We need to be multi taskers, able 
to drive vans and guick at 
shopping. 

Schedules 
"I admit that I often can't switch 
off and I'm sure it's the same for 
a lot of online managers. I take 
my work home with me; last 
night, for instance, I was planning 
my Christmas schedules. But I 

I'd rather look ahead at what we've 

Van-tastjc... Sam and her 
colleagues get ready for 
the day's deliveries 

wouldn't do it if I didn't enjoy it. I 
like the satisfaction at the end of 
the day of knowing all the shops 
are out on the road." 

Sam doesn't believe in resting 
on her laurels and said that it's 
one of the reasons the team has 
been recognised for its hard work 
by store manager Lewis. "One 
good week shouldn't mean we 
stop focusing on the job. We need 
every week to be good and I'd 
rather look ahead at what we've 
got to do than back at what we've 
done." 

After13years with the 
company, Sam is still giving her 

all. "She's well worth all 
those Shining Stars and 
many more," said Lewis. 



stars 
in their 
aisles 
Ladbroke Grove 
colleagues are 
setting a shining 
example 

Ladbroke Grove has made 
rewarding colleagues for their 
hard work one of the store's top 
priorities. As one of the biggest 
users of the Shining Stars scheme 
they have an impressive record of 
recognising colleagues who 
deliver great service. The store 
has even created a board to show 
off their Shining Star winners. 

CTS Besim Lita, received his 
first of three Shining Stars in his 
second month at the store. 

He said: "The first award came 
for managing the back door and 
bringing in deliveries when help 
was needed. I earned my second 
a few weeks later when I moved 
to grocery to help them out during 
the carnival period," he said. 

Besim's third Shining Stars 
recognition came through helping 
out at Cromwell Road. "The 
manager there gave me Shining 
Star points and sent a thank you 
letter which was added to the 
store's Shining Star board." 

Besim added: "I have been 

^P^Mlp 
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working here for seven months 
and I am very happy with how I 
have started my career with 
Sainsbury's. I only hope that it can 
continue like this." 

Customer service desk assistant 
Phyllis Nolan has been working at 
the store for eight years and has 
received Shining Stars twice for 
going that extra mile. 

"My first star was 
forhelping with the 
blue audit and for 
conducting the 
process on time. A 
mystery shopper wrote a letter to 
Holborn to thank me for my 
service - resulting in my second 
award. I was delighted that 
someone had gone to all that 
trouble," she said. 

Phyllis continued: "Shining 
Stars is a very good idea. It gives 
you the incentive to work harder 

and, above all, it makes you feel 
appreciated." 

Chris Finch, licence to trade, 
has over nine years' experience 
with Sainsbury's and has received 
Shining Stars for stepping in to 
help on two different projects. She 
said: "I had my first award for 
helping to implement the Chip and 
Pin scheme and training 

colleagues to use the 
new equipment. I 
also received 
recognition for 
helping the store 

pass the audit. We have great 
managers here and they don't let 
hard work go unrecognised." 

Chief display assistant Carlos 
Paredes has received three 
Shining Stars over the last two 
years. 

"My Shining Stars came for 
helping the manager improve the 

Great service 
drives sales 

Health and Beauty area, and for 
my hard work in grocery. My third 
Shining Star highlighted my 
electrical department sales and I 
feel very proud of being rewarded 
for my work," he said. 

Store manager Sarah Barnes is 
proud of her 'Shining Stars'. 

"I see the Shining Stars 
programme as a great tool to 
reward colleagues," she said. "I 
have created a notice board to 
congratulate those who go that 
extra mile. It's great because 
everyone can see that we actively 
use the scheme. 

"The fact that colleagues can 
see hard work being rewarded 
encourages them to try harder. 
There is still work to do here to get 
even better and Shining Stars is 
helping me reward the colleagues 
that are working towards 
improvement." 

„ , Kt rt'ii- Vj'Ok i H —-, 
flflY THOUSMD ISO.OOO 

anking on success 
• III ee stores have achieved 100 per cent compliance for Bank 

.product availability in the August/September audit. Colleagues at 
'Iworth, North Finchley and Salisbury were awarded 50,000 
ling Star points to help celebrate their success. 

In addition, another eight stores - Southend, March, Sherborne, 
y Hill, Stafford, Dartford and Basingstoke - were each 
ded 10,000 points for their perfect displays of advertising 

uring this period. 
John Pearn, head of distribution for Sainsbury's Bank, said: 

'These colleagues have made an invaluable contribution to the 
Sank's sales and service success. I'm delighted to award the 
shining Stars." 

:heque this out... Kenilworth duty manager Andy Bull, Bank champion Cat 
\Bj^h and price controller Laura Ellard, receive the Shining Stars from John 

I. When asked for the secret of their success. Cat said it was simply down 
.at teamwork. 



TellJustin 
A code controller in fresh foods and a CTS on the deli counter prove that 
experience counts when it comes to putting forward great ideas 

Say cheese 
Linda Nelson, a code 
controller at the Halifax 
store, has plenty to smile 
about. After almost 20 years 
with the company she's been 
awarded her first Shining 
Star points for coming up 
with an idea to improve the 
appearance of cheese 
displays. 

"Many years ago cheese 
used to come in boxes with 
plastic trays keeping the 
cheeses in place. We used to 
be able to put the plastic 
trays straight onto the 
shelves and we could easily 
see the dates," said Linda. 
"Over the years, the plastic 
trays have disappeared and 

become untidy because there 
are no trays to hold them in 
place. Often a piece of cheese 

with an older date stamp will 
slip to the back of the pile 
while a newer cheese comes 
to the front. 

"I suggested that we 
brought back the plastic 
outers not just to make the 
display look better but to 
make it easier for us to 
control the dates." 

Linda has since heard from i 
trading director Mike Coupe 
on behalf of Justin King. He 
wrote: "This is a good idea 
and we are going to progress 
with it. As part of the 
category plan on cheese, we 
have identified that 63 per 
cent of the range already t 
comes in shelf-ready 

with our suppliers to roll out 
the remaining 37 per cent of 
stock, as quickly as possible." 

istic ou 

look better 

A meaty problem solved 
For CTS Christine Clarl<e on the 
deli counter in Sidney Street, 
Cambridge, a suggestion to help 
cut losses in the department was 
based on practical common sense. 

Christine recognised that many 
of the packs of meat displayed on 
the counter were so big that it was 
impossible to use up all their 
contents before the four-day limit 
for selling the product at full price 
was reached. "I suggested 
reducing the pack size on certain 
products," she explained. 

"For instance the big Drury 
Lane hams can be four or five 
kilograms but if these were split in 
two and each half given a life of its 
own, then we'd cut down on the 

amount of product we have to 
reduce in price or remove from 
sale at the end of each four-day 
period." 

Christine wasn't the only person 
who could see the practicality of 
this suggestion. Trading director 
Mike Coupe wrote to her: "I agree 
that smaller pack sizes will reduce 
losses on the deli counter". 

He added that both ox and 
lunch tongue were currently being 
reviewed, but that until Christine 
had drawn attention to the 
problem they had been unaware 
of the issue with Drury Lane ham 
and had since challenged the 
supplier to review this and come 
up with a suitable alternative. 

How to make a suggestion: If you've got a bright idea, simply write it 
down on one of the suggestion cards and send it off in the internal post 



"I want peo 
hear sometN 
positive" 
Kirsty Hay battled cancer - now she 
wants to tackle a Brazilian hike 
Hams Hall colleague Kirsty Hay 
was diagnosed with breast cancer 
in December 2003 but now, after 
surgery and chemotherapy, the 
doctors are very happy with her 
progress and she hasn't looked 
back. 

To celebrate her great recovery 
and to thank Breast Cancer Care 
for all its support, Kirsty is raising 
money for the charity by taking 
part in a six-day Brazilian trek. 

"I want to give back to the 
charity and help others that are 
going through what I went 
through," she said. "That is why I 
am doing the trek and why I am 
now a Breast Cancer Care 

volunteer. I hope that I am helping 
put a positive side to the whole 
situation - because sometimes it's 
all doom and gloom - and it 
doesn't have to be. My operation 
was fine and I didn't struggle 
much with chemotherapy, 
think my life is so much better 
since being diagnosed," she 
said. 

Sainsbury's helped to raise the 
funds needed to pay for Kirsty's 
trek to Brazil and colleagues from 
Hams Hall depot have rallied 
round, as Kirsty explains: 
"Everyone has been very 
supportive and we have raised 
over £2,500 for the trek. I used to 

work in the warehouse, but after 
the operation and chemo I couldn't 
do heavy lifting so I was moved to 
work as a stock controller - which 
I'm really enjoying." 

The Journal wishes Kirsty every 

success in her trek through Brazil 
and looks forward to hearing all 
about it on her return. 

If you would like to support 
Kirsty please go to 
www.justgiving.com/kirstyhay 

Look who I met 
Rome unites 
Sainsbury's'" 
colleagues 

What a small world 
Veterans Sheila Pierse and Margaret Ford 
plus Margaret Clegg from Wrexham found 
they had something in common when they 
met on holiday - Sainsbury's. All three of 
them booked themselves on a Wallace Arnold 
Holiday to Italy and once they got talking 
they couldn't stop! 

Working up a sweat 
Colleagues from Haydock 
Distribution Centre have started a 
craze - power walking! Payroll 
assistant Clare Dixon, finance 
manager Karen Davies, finance 
assistant Joanne Millett and 
payroll assistant Gail Hague 
decided to start walking during 
their lunch breaks. They walk 
more than a mile around the 
depot, which is one of the biggest 
in the country. 

Interest has grown and 
colleagues regularly join the girls 
on their guest to keep fit. 

making life taste uttter 

r«f t' 
lookbott^ % 
ways 
before . ^ 
crossing 

Have you got any news for us? If you've got a 
story, just phone or email us with the key points, 
send a photo if you have one, and we'll do the 
rest. You'll find our contact details on p28 

http://www.justgiving.com/kirstyhay


I "We are very proud of 
our revamped store" 
Woolwich colleagues celebrate their 
store's new look with an old friend 

A refurbished Woolwich marked 
its re-opening with a fitting 
tribute to newly retired colleague 
Joan Dyball by asking her to cut 
the ribbon at the celebrations. 
Joan worked for over 33 years at 
the store, starting soon after it 
opened in February 1972. And 
even in her retirement Joan still 
pops back every month to help in 
the general office and catch up 
on all the gossip with her old 
colleagues. 

Store manager Rob Lewis was 
delighted with the re-opening. 

"The day went really well. The 
shop looks fantastic. It was great 
seeing all the colleagues looking 
their best to mark the day. 
Colleagues are very proud of the 
investment in the store and say it 
is a much improved environment 
to work in," he said. 

"Joan was completely 
overwhelmed and said the day 
brought a lump to her throat. She 
is very well thought of by 
colleagues and I was delighted 
that she came back to mark the 
occasion." 

The store now benefits from 
new checkouts giving a more 
spacious feel. A new 
kiosk and customer 
service desk has 
been built. All the 
lights have been 
replaced on the shop 
floor brightening up the 
whole store. The 
produce section has been 
transformed with new tables for 
displays and the deli counter has 
had a makeover. 

The store was kept open 
throughout the "face-lift" and 

"Joan was coi 
overwhelmed.. . 
I sheTame back to mark the occasion' 

customers have been amazed at 
the results, as Rob explains: 
"At first the customers told us not 
to touch the store, it was their 
local and they liked it the way it 
was. But now they say "the store 
is much more open, brighter and 

provides a far superior shopping 
experience" and that we have 
"pulled a rabbit out of the hat" 
with all the improvements. 

"I'm very proud of our new-look 
store and all the colleagues who 
work here." 

Cheers for the years 
Two 25-club dinners were held on 27 September and 4 October 
at the Royal Lancaster Hotel, London, with 1,600 colleagues in 
attendance. 

The dinners gave members the chance to look back over old 
times with colleagues both past and present and raise a toast to 
the future. 

Justin King congratulated the long servers and thanked them 
for their loyalty and their continued support. 

Footie fun 
The SSA annual five-a-side football 
tournament brought together colleagues from 
across the country from both the supply chain 
and stores to the pitches at Powerleague, New 
Barnet, London on 9 October. 

The games were extremely competitive and 
entertaining. Market Harborough defeated 
Selly Oak in the men's final and Kingswood 
overcame Winchmore Hill in the women's 
competition. 

Soccerettes . . Kingswood ladies celebrate their win 

ifs g 



A fayre to remember 
Scunthorpe played a pivotal role in ttie town's food 
fayre in September. Ttie store provided a selection of 
breads, fruit and veg and wines and beers for 
sampling and ingredients for celebrity chef Aldo 
Zilii's cookery demonstration. 

Fayre trading.. . 
store secretary 
Teresa 
Kirkpatrick and 
Mayor of 
Scunthorpe enjoy 
the festivities 

Is it a bird, is it a plane? 
Colleagues from Hempstead Valley raised over 
£1,500 for The Challenging Behaviour Foundation 
during a charity dragon boat race. The team also 
picked up the best-dressed team prize for their 
superheroes costumes, winning £150 which they 
donated to the charity. 

Lynn Walton said: "It was a lot of fun and all the team 
enjoyed it, they want to take part again next year." 

Open for 
business... 

postmaster Rob 
Beak (left), 

Chairman Kathy 
Laing and 

Hankridge Farm 
store manager 

Andy Tombs 
celebrate the 

opening 

Role models 
Bradford colleagues 
Richard Sykes (driver) and 
Faye McKenzie (checkout 
assistant) took part in 
Breast Caiicer Care's 
charity fashion parade at 
the Town And Country Club 
Bradford. They were 
nominated by the store for 
the Local Hero award and 
were successful as 
Sainsbury's added £500 to 
the charity. 

21 again . . . fronl left to right: Karen Pea|ce, Frances B^ke, Camt^ 
Ashburn, Dee Wood, NIcci Garven, Ian CQllins, Sueftwit^and Teresa 
Hodgkinson shine In Blackpool's parade | 

Birthday parade 
Red Bank Road colleagues celebrated the store's 21st birthday 
in style with a float In the Lions Carnival Parade along 
Blackpool's promenade. Colleagues made their float out of 
shelving units, decorated with balloons and Sainsbury's 
advertising. Over £4,500 was raised for children's hospice 
Brian House. 
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BRIEFS 

Looking hot, hot, h o t . . . Deal 
cqji^ague^^on first in their class 

the annualDeal Carnival 

Shelf help 
Hankridge Farm store manager 
Andy Tombs helped open the 
extension to the local village shop. 
He said: "The shop is part of our 
'SAVE' scheme. It is my pleasure 
to help." 

Be in the know 
The Journal has found out the useful business numbers you 
shouldn't be without and put them in a section to cut out and 
keep. 
HR shared services - 020 7695 8000 inc payroll, training, 
recruitment, people systems & HR support 
Veteran and colleague discount card support office 020 7695 5112 
Nectar card helpline 0870 4100100 
SSA and You Choose 020 7695 5112 
Pensions queries 020 7695 4414 
Inland revenue/tax office 0845 3021400 
JS stakeholder pension plan with Legal & General 0845 302 032 
Independent financial advice with Towry Law Group 01344 
828180 
Business continuity 0500135135 (Central colleagues) 
Business continuity 0800 271371 (Retail colleagues) 
Sainsbury's Bank 0500 40 50 60 

• LETCHWORTH colleagues 
have helped petrol assistant Sue 
Coote loose six stone in weight 
by cooking her special meals. In 
December Sue found out she had 
diabetes, high cholesterol and 
high blood pressure and the help 
she has received from the 
colleague restaurant has given 
her the support she needs to aim 
to lose a further four stone. 
• ROTHERHAM held a coffee 
morning on all shifts and a raffle 
raising £2,000 for Rotherham 
General Hospital Children's 
Wards. Their giving doesn't stop 
there as, during Macmillan 
Cancer Relief's Biggest 
Coffee Morning, colleagues 
raised over £150 by offering a 
coffee and slice of cake for 50 
pence. All the cakes were 
donated by colleagues. 
• STOKE colleagues raised over 
£1,300 for Macmillan Cancer 
Relief after taking part in a 
sponsored walk up Mount 
Snowdon. 



Wingoodies 
For your chance to win some goodies answer all three questions below! 

Fancy a VIP 
weekend away? 
Legacy, formerly known as 
the Post Office Fellowship of 
Remembrance (POFR), gives 
Sainsbury's colleagues 
privilege holiday rates, hotel 
discounts and a range of 
other benefits at home and 
abroad. 

Membership normally 
costs £28.66 per year but 
Sainsbury's colleagues 
get a 35 per cent discount 
off the first year's 
subscription. 

H' ^ 

To celebrate this discount 
Legacy is offering Journal 
readers the chance to win a 
two-night weekend break for 
two with breakfast and dinner 
included at one of its 
luxurious hotels - Dumbleton 
Hall in Worcestershire, 
Waterhead at Lake Coniston 
or Friars Carse on the 
Scottish border. 

So to be in with a chance to 
win answer guestion one 
below right. 

WELL DONE TO THE SEPTEMBER WINNERS... 
Mlckie Day, Hadleigh Road, won one million Nectar points. Veteran JM Taylor, Kelly Scullion, 
Ljjton, and Christine Synvinds, Great Yannouth, each won a Fuji Rnepix E550 digital camera. 

AND WELL DONE TO THE OCTOBER WINNERS 
Rosemary Everitt from Kiddemiinstei; Peter Quide fnim Hams Hal and Martin Smith from 
Oktiam won C>ange Experience/Red Letter vouchers. Vsterans Maureen Langton, FC R Hailett 
A J SirKlait; P Wiiris, Joarve Millett fnxTi Haydock and Raul Stuart from Gfeerrwich each won a 
botUeof Pimm's Wintec 

Chill out this 
Christmas 
The new Cravendale Hint 
of... range which combines 
their fresh milk with a hint of 
wild strawberry or vanilla 
tastes so good the cows 
what it back! 

The Cravendale Hint o f . . . 
is filtered for purity and 
contains no artificial 
additives, preservatives or 
colour. It's Ideal for drinking 
on its own, with cereal, 
smoothies and even 
coffee. 

So, to help you 
protect your 
Cravendale Hint o f . . . 
products why not 
answer the guestion 
on the entry form 
below to be in with a 
chance to win a retro 
fridge by Smeg (100 
per cent hoof-proof)? 

wild 
strawberry 

Question 1: What discount do Sainsbury's colleagues 

receive on Legacy membership? 

Question 2: What are the two flavours of Cravendale hint 

of...? 

Question 3/Tiebreaker: What date will the new Be Good to 

Yourself packaging be launched in stores? 

Name: 

Address: | 

Work location: 

Contact tel no: 
Entries to: Competitions, Sainsbury's Journal, 33 Holborn, London 
EC1N 2HT, to arrive no later than 10 January. Entrants must worl< for 
or be retired from tiie Sainsbury Group. Only one entry per person. 
Photocopies are acceptable. 

TO CONTRIBUTE ' ^ 
Write to: Sainsbury's Journal, Internal Communications, 33 Holborn, London, EC1N 2HT. e-mail: internal.comms@sainsburys.co.ul< or telephone: 020 7695 0055 
or fax: 020 7282 8042. General Sainsbury's inquiries: 020 7695 6 0 0 0 Veterans' inquiries: 020 7695 7190. Produced by Citigate Publishing 



Did you 
Talkback? 

2 1 0 3 SHERBORNE 
• 89,614 colle. 
responded '•" 
• nearly ^ 
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m 90 per i 
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Make the most of the new, rolling 
Talkback survey to get your voice 
heard and make change happen 

Notice anything different about 
Talkback this year?lt's now a 
rolling programme and, thanks to 
the new, improved colleague 
councils, everyone has the 
opportunity to play their part in 
making suggestions and taking 
actions to deal with the issues 
raised 

Helen Johnson, colleague 
insights manager explained: "By 
changing Talkback to a rolling 
programme, we now have a 
clearer idea of how colleagues feel 
about Sainsbury's regularly 
throughout the year - and we're 
able to respond faster, too. 
Previously, when we surveyed all 
colleagues at the same time, we 
ended up with a mountain of great 
feedback, but it was very much a 
single snapshot in time. Now, 
we're able to see trends month by 
month and can spot issues much 
more guickly. And because we 
don't survey all stores together, 
ROMs and RHRPs can spend more 
time understanding the issues 
affecting each individual store and 
can share best practice from 
action planning across their 
region." 

Colleague councils 
Anottier major difference ttiis 
year is that colleague councils are 
being given more responsibility to 
make the necessary changes 
happen in their stores. "Colleague 
councils are important," said 
Helen. "But they will only be seen 
to be effective if colleagues can 
see things changing in response 
to their feedback. Only 45 per 

cent of colleagues feel ttieir 
council makes a positive 
difference. We're hoping that 
figure will steadily improve as 
more colleagues make their 
voices heard and get personally 
involved in taking on actions." 

Sherborne colleagues 
completed Talkback 
in March. Six 
months down the 
line, has anything 
changed? Duty 
manager Stuart 
Chapman 
explained: "We did 
really well in 
Talkback this year with an overall 
colleague engagement index 
score of 81 per cent, so we didn't 
have many action points - but 
that made it easier to address the 
issues colleagues had identified. 

"Our colleague council hasn't 
been very effective in the past but 
now ttie council owns the action 
plan. The colleagues really used 
their imagination and acted out 
our action plan to Mark Prout,-our 
ROM, and Chris Perry, our RHRP. 
It was very funny, but it worked." 

Stuart and store manager 
Warren Knight were really 
pleased with the Talkback results 
for the store: 99 per cent say they 
are kept up-to-date with events in 
the store and 98 per cent are 
aware of the goal and values. 

Stuart explained: "The 
Newbury project has made a huge 
difference to our availability - and 
that's had a knock-on effect on 
customer complaints and morale 
throughout the store. Sales are up 

RETAIL COLLEAGUE 
HIGHLIGHTS 

' " "* -^-to-date 

• but only 58 per cent oi 
intend to be working at S' 
years' time 
• anc" "^ "- '.ay they are proi, 
forS. 

effective it col 
changing in response to their feedback 

nine per cent year-on-year and 
our customers keep coming back 
each week." 

So far the results are in from 
the first six retail "waves" as well 
as all locals and Shell stores -
that's feedback from 89.614 
colleagues across 424 stores! In 
addition colleagues in all 
distribution centres and everyone 
at the store support centre have 
also been surveyed. From all of 
the responses so far there are 
some common themes. 

Goal and values 
It is great to know that nearly 90 
per cent of colleagues know and 
support the goal and values, and 
will actively recommend 
Sainsbury's products. This really 
demonstrates the commitment to 
the company and brand. And in 
stores it is also encouraging to 
see that communications are 
improving and colleagues feel 
more in the know about wtiat's 

going on - 85 per cent say they 
are kept up to date with their 
store's performance. 

Despite all the great news 
there are also some clear issues 
managers need to listen to: only 
58 per cent of colleagues say 
they intend to be still working at 
Sainsbury's in three years' time, 
and 62 per cent say they are 
proud to work here. Helen said: 
"We need to work hard on 
colleague engagement to see 
these less favourable scores 
improve in every workplace." 

One of the key pieces of 
colleague engagement work is to 
improve colleague councils and 
establish a framework to allow all 
colleagues to have their say and 
get involved. 

Caroline Lovell, organisational 
development project manager 
said: "This year our refreshed 
colleague councils are at the 
heart of Talkback action planning. 
To recognise their importance 

we've given each store council an 
annual budget of £2,000 to help 
fund local improvements. In the 
past there has been little faith in 
colleague councils, but by giving 
them the opportunity to own and 
drive their store action plan -
together with the management 
team - we are already seeing 
some great improvements 
implemented on a local level that 
have been suggested by 
colleagues." 

Another key development is 
the newly established zone 
council framework, which gives all 
colleagues the opportunity to 

colleague council reps 

have their say and escalate key 
suggestions and issues straight to 
their zone managing director. 

Diana Breeze, director of 
organisational development, said: 

"We have asked colleagues for 
feedback via Talkback each year, 
but in the past we haven't always 
been consistently good at 
following through and resolving 
the issues. It is disappointing that 
only 64 per cent of colleagues 
believe that action will be taken on 
Talkback, but this year we are 
going all out to improve that 
figure." 

More effective 
It's up to every single colleague to 
make Talkback and colleague 
councils even more effective this 
year. Diana said "We need people 

to speak to and support their 
colleague council reps, and 

then get involved 
in making 
suggestions that 
will count -we 

can only get better 
everyday if we all 

play our part in helping to make 
Sainsbury's great again - so make 
sure you get involved!" 

Ken McMeikan, retail director, is 
right behind Talkback. He told the 
Journal: "I'm delighted that so 

many colleagues have taken part 
in Talkback so far and given their 
views. 

"Your comments matter and 
make us think about what we need 
to change to keep getting better. 
However, I know there are times 
some of you don't believe 
managers are listening and acting 
on your views, so we've got to do 
more -and we wi 

Colleague councils are a vital 
part of our business and your 
chance to make change happen in 
your store. I look forward to seeing 
you over the 
coming 
months and 
hearing how 
your council 
is improving 
Talkback 
results in your 
store." 

Take notice... The 
scorecard helps 
Sherborne 
colleagues keep 
up-to-date with 
store news 



Taste the Difference (TTD) has some delicious seasonal products on offer 
this year. We asked four colleagues from Watchmoor Park to try them 
and give us their verdict 

Christmas came early for four 
colleagues from Watchmoor Park 
this year. Carol Hayward. Diana 
Cahili, Ann Poole and Rita 
Mackenzie visited the store 
support centre for a special Taste 
the Difference Christmas-time 
meal. 

Julia Frost, senior brand 
manager on Taste the Difference 
explained: "We know it's much 
easier to recommend products if 
you've tasted them yourself, so we 
thought we'd give these 
colleagues a special treat - on us! 
We're confident the quality and 
flavour speak for themselves - you 

really can taste the difference." 
Christmas is a time for 

something special. It's time for 
enjoying the best and that's 
where Taste the Difference 
comes into its own. 

Luscious 
This year's Christmas range has 
been designed so that you don't 
have to spend hours slaving over a 
hot stove. Some of the dishes can 
go straight from the fridge to the 
table. Just use your imagination 
to arrange the food so it looks its 
luscious best and - voila, you've 
got Christmas all wrapped up! 

^ypMmwmHnim«iJ'UU^^J 
recommend products if you've 

tasted them yourself 

Julia said: "Taste the 
Difference sales are really good 
at Watchmoor Park, but we want 
them to be even better! So we 
invited the colleagues to join us 
in a Christmas-time meal where 
they could try lots of Taste the 
Difference products for 
themselves. They can now go 
back to the store, able to 
recommend all these products 
to their colleagues and ^ 
customers." 

The colleagues didn't 
need to be asked 
twice. Diana said: 
"We all think try 
something 
new is a 
great idea 
and we do 
our best to 
recommend 
new 
products to 

customers. This is a great way to 
get us to try more new things. 
We've all got our favourite 
Sainsbury's products and these 
choices might add a few more 
items to our list. Customers often 
ask for our advice and we can't sel 
products with confidence if we 

don't know what we're talking 
about." 

So the ladies settled down for a 
treat - all in the name of research, 
of course! 

Clear winner 
First up came a choice of fishy 
starters. Ann found the salmon 
roulade a little salty, but the clear 
winner with all four colleagues 
was the prawn cocktail, beautifully 
presented in bY cups available 
from the general merchandise 

department. 
As the main course 
arrived, the ladies settled 

into their role as food 
critics. In order to do 
the job justice, they 
had to try every item 
on the menu, but 
there were no 
complaints. 

Julia had opted for 

a traditional dinner 
witha twist so there 
was a choice of beef 
or duck for the main 
course. 

This was a special 
treat for Carol, who was 

already a fan of Gressingham 
duck. "I buy it whenever I can and 
it's always really tasty," she said. 
The others agreed that beef made 
a nice change from turkey. "We 
eat chicken and other poultry 
throughout the year so beef 
seems much more of a luxury," 
said Diana. 

The pouches of steamer 
vegetables, that are steamed to 
perfection in the microwave, were 
also a real hit. Not everyone likes 
sprouts but the ladies agreed 
these had a delicious nutty flavour 
- and anything that takes the 
effort out of Christmas dinner is 
always welcome. The mini parsnips 
and baby roasting vegetables also 
added a special touch - and they 
areeasy tocook, too. 

Irresistible 
Time for dessert. Vanilla ice cream 
and fresh raspberries offered a 
light alternative. But Christmas 

wouldn't be Christmas without 
mince pies and fruitcake. And 
when they're Taste the 
Difference, and accompanied by 
clotted cream, they're irresistible. 
The mini mince pies were very 
popular and'the plate was soon 
empty. "They're the ideal size," 
said Diana. "So often, you take a 
bite and you're left with a handful 
of crumbs but these are just right 
- and you can see they're filled 
with mincemeat." 

Just when the colleagues 
thought they couldn't eat any 
more there was one last treat in 
store - a plate of British cheeses 
along with 12-year-aged Taste the 
Difference sherry as a special 
indulgence. 

Then it was all over, the plates 
were taken away and the 
decorations came down. But 
what did the colleagues think of 
the food? "Superb," said Diana, 
"Excellent, and definitely worth 
the little bit extra," said Rita. 
"Delicious. We loved everything 
except the sherry," said Ann. And 
Carol summed up: "I'll be 
recommending Taste the 
Difference to all my customers 
now." 

QUOTE, 
UNQUOTE 

ve tried 
these 
vegetable 
steamer 

pouches, 
definitely be 

recommending 
them to customers." 
Carol Hayward, grocery 
assistant 

The mince 
pies are 
delicious-
filled all 

the way up 
to the top with 
gorgeous fruit and 
the pastry is super 
and buttery. I can't 
fault them." 
Diana Cahill, Tu clothing 
assistant 

Tmnot 
usually an 
icecream 

person but 
this is 

incredible. It's full of 
real vanilla and that 
gives it an intense 
taste." 
Ann Poole, PFS 

C ^ 
This has 
given me 
inspiration 

to try a 
Taste the 

Difference 
Christmas in our 
house!" 
Rita Mackenzie, checkout 
operator 



Two double decker buses kitted out with tills 
and a classroom are travelling the country as 
Sainsbury's Scan School hits a store near you 

Till-seeker... Ann 
Tovey displays the 
rlqtit technique 

s 

Higher learning... 
Colleagues fill the 
top deck to 
practice the new 
techniques 

Checkout managers and store 
trainers are taking part in Scan 
Sctiooi - a project ttiat aims to 
improve service and efficiency at 
ttie ctieckouts. Two double decker 
buses have been transformed into 
classrooms with tills. 

Project manager Roger Slade 
said:"lnjust six weeks the buses 
were bought and converted to 
hold three working checkouts 
upstairs and a training room 
downstairs. A new cashier training 
video and materials to support a 
'delivering great service 
efficiently' message have been 
developed." 

The buses will now travel the 
length and breadth of the country 
visiting 21 different locations 
around the UK before Christmas 
and training 200 stores. The 
remainder of stores will receive 
Scan School training after 
Christmas. Two hundred checkout 
managers and 400 store trainers 
will visit the buses to learn the 
technigues they will cascade back 
to their colleagues. 

Colleague Ann Tovey, CTS from 
Kempshott has gone through the 
training and was positive about 

the new scanning methods. 
"I picked up a few hints and 

found it guite informative. We 
were told facts that we didn't 
know, like how much our 
inefficiency at the checkouts 
costs Sainsbury's," she said. 

"The training is very easy to 
pick up and was well presented. We 
used real products to try and 
simulate a normal working day and 
we were shown practical tips that 
will help us speed up. We were 
taught how to improve scanning 
using the slide, pass, place 
technigue. One of the biggest 
changes will be keeping the back 
belt on. Colleagues' items per 
minute are already Improving with 
the new technigues." 

Back to basics 
Kempshott checkout manager 
Jan Vermeulen has also gone 
back to basics and learnt the new 
scanning style. 

"The training is needed as our 
service must reflect what is 
important to our customers. We 
are looking to provide a fast, 
friendly and efficient experience 
and deliver this consistently -

"We are looking to 
provide a fast, friendly 
and efficient 
experience" 

which is what it's all about at the 
end of the day," she said. 

The work for Jan doesn't stop 
there. She now has to filter the 
training through the store and 
make sure everyone makes the 
grade, as she explains: "We are 
looking at getting every cashier 
scanning 18 items per minute. The 
instruction video we were given 
on the course will help us to 
implement a standard scanning 
method across the whole store." 

Basingstoke and Hams Hall 
depots gave logistical support to 
the project. Basingstoke transport 
manager Darren Staniland, said "I 
helped develop how the bus would 
go from store to store. We 
calculated everything down to the 
smallest of details. How long the 
bus would be at each store, what 
time our drivers would have to 
leave to get it to stores on time. 
How we would get the driver back 

to the depot and deliver him 
back to the bus - to move 

it onto the next 
location. It has 

been great 

• Make eye contact and 
greet the customer 
• Offer help with packing 
to all customers 
• Scan items in one fluid 
movement (slide, pass, 
place) 
• Keep both the front and 
back belts on 
• Transactions should be 
"fast, friendly and 
efficient" 
• Finish with a thank you 
and a goodbye 

• By being fast, friendly 
and efficient we save our 
customers time, we make it 
a better experience and 
they'll want to come back 
and shop with us again. 
• Our old cashier training 
material does not reflect a 
balance of great service 
and efficiency at the 
checkout. 

to see retail and supply chain 
working together so closely." 
he said. 

Hams Hail deputy transport 
manager Darrell Johnson is 
delighted with the effort his 
drivers have put in. "David Waters, 
Peter Gordon, Alan Hodnett, Alan 
Cutler and Mathew Vale have 
been absolute stars and shown 
great team spirit," he said. 

Common sense 
Project manager Astrid House 
said: "Stores have provided five 
check out managers to support 
the delivery of Scan School 
training: Lee Robinson, Tony 
O'Leary, Carolyn Ford, Gaynor 
Byrne and Marion Noblett. They 
have travelled the country 
delivering the training to their 
colleagues." 

Scan School trainer and Glen 

Road's checkout manager Gaynor 
Byrne said; "The training is 
focusing on the common sense 
approach. Cashiers will definitely 
see the difference and customers 
will benefit from a quicker, 
more efficient service. The 
training will make sure that all 
managers will be able to work 
with the new techniques and then 
pass on the baton to other 
colleagues. 

"The tips are practical and just 
involve using your common sense. 
I'm sure that once this new way of 
scanning is filtered through stores, 
our productivity will improve. 

Head of customer service 
Sarah Trowbridge, said: "Scan 
School is a fantastic example of 
different teams working together 
and achieving a stretching goal. It 
is so exciting to see the buses on 
the road." 

K 

"Once this new way of 
scanning is filtered 
through stores, our 
productivity will improve" 


